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主要利用 J2EE开发技术，基于 SSM框架技术进行开发，采用 B/S访问模式。应


























With the continuous development of information technology, the application of
enterprise information systems more and more widespread application of information
technology needs of the continuous improvement, resulting in a series of problems:
among business systems isolated from each other, the data dispersed to form
information island, collaborative enterprise efficiency is restricted; different
application system is not unified user interface, business process logic, data models
and security mechanism; no external company portal platform, customers can not
understand our products and order situation, the supplier can not understand orders
arrive and payments, the company's public tender information via the internet can not
be learned; no unified collaborative work platform, the lack of process monitoring,
information sharing and exchange of work, can not achieve true paperless office.
Therefore, the research of customer service system, as an important part of the
collaborative work platform, it has important practical value.
The main topic of research is structured around customer service system research,
mainly introduces the research background, the demand for business conducted
in-depth analysis, the final design, implement and test the system functions. System is
mainly the use of J2EE development technology, developed based on SSM
framework technology, using B/S access mode. Application of the current mainstream
Ajax technology, XML technology, Webservice technology to improve the user
experience. This paper focuses on the overall structure, application structure, network
architecture, single sign-on and functional structure, and design of the system
database. Finally, the detailed design and implementation of customer query
management, customer demand for project management, customer surveys
management, customer complaints management and other functional modules. Finally,
the article data integrity and functional testing.
Customer service management system to integrate enterprise resource
departments, and optimize enterprise service management processes, establish a
unified service system, reduce duplication of development costs to bring the
components, improve employee productivity, ensure service lifecycle management,















profit center. Customer service management system provides a web-based
service platform to facilitate interaction between businesses and customers, and thus
maximize our business opportunities and increase customer satisfaction.
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宋徍、张鹏洲、鲁永泉、张弛等则基于 OA 系统的特点，在 OA自动办公方面进
行了研究与实现[11]。金飞腾、赵正德、张东、卢志国等则在提出了一种新的工作
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